Abstract: By and large, service quality is thought as something abstract; ignoring the very basic human emotions and experiences of the employees who deliver the services. These employees experience stressful events which in turn have a direct bearing on quality of service offered by them. This study examines the relationship between role stress and service quality in front-line bank employees (FLBE) of Indian retail banks. A structured questionnaire in English was administered on 350 FLBE of public and non-public banks, out of which 232 filled questionnaires were returned. Relevant statistical techniques were used to examine construct reliability and validity, dimensional analysis and relationship between the variables under the study together with fitness of the proposed model through SEM. Results show that role stress has negatively impacted the performance of FLBE. Of the four stressors, role overload and resource inadequacy emerged as potent stressors.
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Introduction
Gaps model of SERVQUAL (Parasuraman et al., 1985) suggests that customers encounter a service with some pre-established expectations while Zeithaml et al. (1988) posit that front-line personnel (FLP) play a key role in satisfying customer expectations, thereby influencing the service quality perceptions. On the other hand, stress has been defined as an interaction between individual and environment characterised by physiological and psychological changes which causes a deviation from normal performance (Scherer et al., 1990) . From these studies, one can point out that role stress may severely impede the rendering of service quality. Thus, it seems quite pertinent to explore the dimensions of role stress and service quality to account the interplay between these variables.
For most of the services industry, service delivery occurs through human interactions. Positive emotions in service interactions can have a positive impact in customer's mind sets in any services industry. But employees may not feel always positive. They may feel stressed because of the role assigned to them. Their stressed being may create a gap between the quality of service employees can actually deliver and what they deliver in stressful events.
In services industry, particularly in banking, the performance is largely measured by the attitude of employees towards its customers. Positive attitude of bank staff will have an impact on the relationship of banker and customer. Overall public image of the banks and deposit mobilisation is also influenced by the way bank staff treat their customers. Employees are expected to appear approachable and friendly (Parasuraman et al., 1985) and to display a positive attitude 'regardless of the circumstances' (Bettencourt et al., 2001) . Thus, stress can undermine the achievement of goals, both for individuals and organisations. If key staff and large number of workers are affected, work stress may challenge the healthiness and performance of their organisation (Malik, 2011) . In stressed organisations, staff progressively becomes less motivated towards their work, thereby causing a negative drift in their performance.
Figure 1 presents hypothesised influences on FLP's discretionary behaviour. Like any other services sector, quality of service delivery by banks occurs through human interaction. Customers enter in any services business with predetermined expectations. Because of the nature of job of bank employees, especially FLP, they ought to deal with almost every customer. This may result in a situation where bank employees intend to deliver better service quality to every customer. But due to certain constraints (like time, excessive workload, inadequate resources, excessive paper work, lack of promotional avenues, adapting to new technology, dearth of resources needed for efficient working of the system etc.) leading to role stress, they may not be able to deliver their best. This may hamper the quality of service delivery by bank. Empirical studies focusing on role stress and service quality at retail banks are few and far between. The extant literature primarily delves into service quality and performance of bank employees in other part of the Indian sub-continent (Malik, 2011; Shahid et al., 2011) . Thus, there is a pressing need to bridge this gap by carrying out studies encompassing front-line bank employees (FLBE) in case of an emerging economy like India.
Literature review
A number of studies have been undertaken that investigated the impact and consequences of role stress on employee's behaviour and attitude in varied professional groups (Philip, 1999; Rutter et al., 2002; Narayanan et al., 1999; Karve and Nair, 2010; Malik, 2011; Shahid et al., 2011; Sharma and Devi, 2011; Baba, 2012) . It may be expected that levels of role stress and its impact may vary across job types. Understanding the causes and influence of role stress among FLBE is of paramount importance for their well-being and formulation of stress management programs. In services sector, the job commitment and satisfaction of FLBE towards organisation has been found closely related to role stress (Dubinsky and Yammarino, 1984) , as they are aggressively involved in direct dealing with the customers. In a study in 2007, Associated Chamber of Commerce and Industry of India (ASSOCHAM), has also reported that those working in the banking sector -both public and private -tend to get stressed as they have to attract a large pool of customers for various schemes besides ensuring timely recovery of loans (www.assocham.org/prels).
Perceptions of stress have been related to quality service (Philip, 1999) . The relationship between service quality delivery and varying dimensions, directly or indirectly related to employee productivity, is a continuing debate in the services literature (Parasuraman, 2002; Singh, 2000) . Research has consistently pointed to the stressful nature of service work and role conflict in particular (Hartline and Ferrell, 1996) . Role conflict for service personnel has been related to internal roadblocks and excessive paperwork (Michaels et al., 1987; Parasuraman et al., 1988) . Role conflict has been shown as having negative influence on organisational commitment too (Dubinsky and Mattson, 1979; Dubinsky and Hartley, 1986; Zaccaro and Dobbins, 1989) , work performance and work quality (Churchill et al., 1974; Philip, 1999; Singh, 2000) . Role stress has been shown to have a negative impact on job satisfaction and eventually performance in a variety of marketing contexts (Bagozzi, 1978; Teas, 1983; Jackson and Schular, 1985; Goolsby, 1992; Sager, 1994; Boles and Barry, 1996; Yoon et al., 2001; Yagil and Gal, 2002) . Similarly, other factors such as resource inadequacy (lack of adequate resources at work) have also been found as a potent source of stress in banking employees (Chand and Sethi, 1997) .
Frontline banking employees
The banking sector is one of the emerging areas of service sector which is expanding very rapidly. The market and customer orientation in banking sector has put considerable pressure on the employees, especially FLBE as they are directly accountable for face-to-face customer service, service quality, and customer satisfaction -all of which are keys to strong performance (Hartline et al., 2003) , together with meeting the needs and expectations of both customers and managers. An attempt to meet conflicting demands often leads to role stress (Wetzels et al., 2000) , which impacts customer orientation of FLBE and their job performance (Flaherty et al., 1999) . Most industry observers and practitioners agree that FLP who are satisfied with and committed to their jobs exhibit low levels of role stress, and deliver the highest level of quality service (Hartline et al., 2000; Singh, 2000) .
Research methodology

Objective
The primary objective of the study is to explore the relationship between role stress and the quality of service delivered by Indian FLBE. Further an attempt has been made to fit the conceptual model (Figure 2 ) into empirical data in order to draw statistical inferences from the hypothesised relationships. Lastly, to identify the factors responsible for role stress and prioritising them on the basis of their significant impact on employees' delivering service quality.
Development of the instrument
Measurement of a complex concept such as role stress and service quality makes it necessary to design appropriate instruments. It involves the conceptual definition of the concept, identification and operationalisation of the relevant dimensions, development of valid questionnaire items and assignment of appropriate weights for each dimension (Saurina and Coenders, 2002) . Therefore, two different survey scales, i.e., ORS (Pareek, 1983) to measure role stress and SERVPERF (Cronin and Taylor, 1992) to assess service quality served as a guide for selecting scale items. Items of SERVPERF were re-phrased from customer's perspective to employee's perspective so that it assess service quality of employees delivery more meaningfully and also to make it easier to understand for the common Indian FLBE, such as -'bank employees are always willing to help'; 'bank employees take interest in solving customer's problems' used by Cronin and Taylor (1992) was rephrased as 'I am always willing to help my customers'; 'I take interest in solving my customer's problems'; 'I always insist on error free records' etc.
A thorough review of empirical researches carried out both in India and abroad depicted that originally both the scales consists of ten and five dimensions respectively (Pareek, 1983; Parasuraman et al., 1988; Cronin and Taylor, 1992; Adil, 2011; Adil and Khan, 2011; Khan and Adil, 2011; Adil, 2012; Baba, 2012) . As a part of first pilot test, both the original scales were administered on 17 FLBE of a public, a private and a foreign bank selected on researchers' convenience. The respondents pointed out a few irrelevant attributes, ambiguous items and repetitions in the original scale, particularly ORS (Pareek, 1983) , which might have drained out all their interest in giving a genuine response. Also, feedbacks were obtained regarding reducing the length of the questionnaire which in result would curtail down the time required to fill-up the questionnaire with earnest. Hence, keeping in mind the suggestions drawn from the respondents, irrelevant dimensions, ambiguous and confusing items from the first version of the questionnaire were dropped. In order to enhance clarity, readability and content adequacy, the language was further improved and simplified.
Finally, researchers could identify the following eight important dimensions (four factors from ORS and four factors from SERVPERF) as critical for the institution of a relationship between role stress and quality of service delivered by FLBE in banking organisations (Table 1) . In order to check the content validity of the identified eight dimensions, two subject experts and two bank managers were consulted. As an additional precaution, a second pilot test was also carried out to empirically validate the revised instrument on a sample of 30 FLBE. The results of the second pilot study showed that the Cronbach's alpha value of each construct met the standard of 0.7 as suggested by Nunnally (1978) . Hence, the second version of the questionnaire was considered as final and used for generating responses.
The final survey instrument comprises of three sections. The first section collects information related to the respondent's profiles including their gender, age, education qualification and work experiences. The second section gathers information pertaining to service quality of employee's delivery and the third section collects information regarding the level of role stress with respect to the 20 items of original ORS scale. The items have been jumbled and arranged in a random order in the survey instrument. Five-point Likert scale ranging from 1 -'strongly disagree' to 5 -'strongly agree' was used to assess the extent to which participants agreed with the statements.
Sampling and data collection
The target respondents were those employees, who, on routine basis, interact with customers one-to-one. To ensure that the instrument reached the target, a screening question was orally asked at the beginning of the questionnaire administration as to whether the employees deal directly with the customers. Only those answering affirmatively were handed over the instrument. Due to absence of a reliable sample frame, researchers follow a non-random purposive sampling technique for data collection.
A total of 350 questionnaires were distributed to FLBE belonging to 23 banks (includes public, private and foreign banks) in Delhi (national capital of India), of which 287 were returned, however only 232 responses were found complete in all respect and suitable for further analysis, giving a response rate of 66%. The survey questionnaire captured background data for the targeted participants (see Table 2 ). From the total 232 respondents, majority was male (83%); relatively mature and well educated, mid-old adults, with 48.2% falling between the age group of 31-40 years. Almost half, i.e., 116 respondents have six to ten years of experience of directly dealing with bank customers while 35.3% respondents had one to five years of experience which also includes the new recruits. 
Analysis and discussion
Statistical tools such as SPSS 20.0 and AMOS 20.0 were used to test the scale reliability; dimensional analysis, standard deviation, factor loadings, items reliability, constructs validity, discriminant stress factors and test of research model through structural equation modelling (SEM) technique.
The factor analysis was conducted using principal component analysis with varimax rotation and Kaiser normalisation as an extraction method (see Table 3 ). The factors identified were chosen in terms of eigenvalue larger than 1.0. The Bartlett's test of sphericity confirmed that the variables within factors are correlated. The Kaiser-Meyer-Olkin (KMO) measure of sampling adequacy indicated a practical level of common variance (KMO = 0.683). Thereby, the factor analysis was appropriate. In line with an empirical study of Karatepe et al. (2005) , reliability test of the factors was carried out using Cronbach's alpha (α). Cronbach (1951) defines α as a model of internal consistency based on the average inter-item correlation. Reliability of the factors refers to the accuracy with which the constructs repeatedly measure the same phenomenon within permissible variation. An alpha score above 0.6 is generally regarded as an acceptable minimum level of sufficient accuracy for a construct (Hair et al., 2006) . The first dimension in service quality, i.e., reliability (REL), consists of five variables (α = 0.756). The second and third factor, i.e., assurance (ASU) and responsiveness (RES) was loaded with four variables each with α value 0.739 and 0.871 respectively. The fourth and last factor of service quality viz. empathy (EMP) consists of five items, exhibited (α = 0.717). The fifth, sixth and seventh factors related to role stress refer to role stagnation (STA), role overload (LOAD) and personal inadequacy (PIn), loaded with five variables each with α value 0.934, 0.841 and 0.917 respectively. The eighth factor exhibited loadings for five variables (α = 0.881) referring to the final construct resource inadequacy (RIn). The cumulative reliabilities for both service quality and ORS scale were α = 0.784 and α = 0.901 respectively. Table 3 also provides the descriptive statistics of different variables and dimensions included in the study. As can be clearly seen, two factors have higher mean score, i.e., LOAD (4.18; S.D. 0.84) and RES (4.15; S.D. 1.13) while PIn has the least (3.08; S.D. 0.84). Thus, on a five-point Likert scale getting a mean value of more than 4 signifies that the respondents attached higher importance to the former two factors while least importance to the latter one. In other words, respondents consider LOAD and STA as the most critical stressors which have a bearing on their productivity in comparison to other two.
The measurement model was also assessed with item reliability tests. The purpose of item reliability is to determine the amount of variance in an item owing to the underlying construct rather than to error. The coefficient of item reliability, which is the square of factor loading, of at least 0.5 is considered to be evidence of reliability. As also shown in the above table, all items exceeded the minimum recommended value, thus justifying the reliability of our measurement model.
Convergent and discriminant validity
One of the biggest advantages of CFA is its ability to assess the construct validity of a proposed measurement theory (Hair et al., 2006) . Construct validity is the extent to which a set of measured items actually reflects the theoretical latent constructs those are designed to measure. Evidence of construct validity provides confidence that item measures taken from a sample represent the actual true score that exists in the population (Hair et al., 2006) .
Convergent validity was examined according to the criteria suggested by Fornell and Larcker (1981) viz. a the standardised loadings should be statistically significant b average variance extracted (AVE) for each of the dimensions should be greater than 0.50.
The results in Table 3 revealed that the standardised loadings ranged from 0.73 to 0.93 and 0.72 to 0.94 in case of service quality and ORS, respectively. All the loadings were statistically significant at a p-level of 0.05. AVE was calculated as per the suggestions of Hair et al. (2006) . Results from Table 4 show that all the dimensions of service quality and ORS construct presented favourable indices for composite reliability ranged between 0.796 and 0.912. Further, the AVEs for all the eight dimensions were higher than the threshold value of 0.50. As both the criterion was successfully met, the scale, thus, possess convergent validity. Discriminant validity was evaluated in accordance with the procedures described by Fornell and Larcker (1981) . The AVE for each pair of the five dimensions was greater than the squared correlation for the same pair, suggesting, thereby, that the scale possesses discriminant validity.
Structural model
Based on the arguments presented in the literature a research model was proposed (Figure 2) . To test the relationship between role stress and service quality, the four constructs of RS (role stress) were treated as the independent variables and OSQ (overall service quality) was treated as the dependent variable (H 2 -H 5 ). A direct and significant relationship between the O_RS and OSQ was conceptualised through the standardised β values as suggested by MacCallum and Austin (2000) . H 1 There exists a significant, direct and positive relationship between role stress (O_RS) and service quality (OSQ).
H 2 There is a significant and positive impact of STA on OSQ.
H 3 There is a significant and positive impact of LOAD on OSQ.
H 4 There is a significant and positive impact of PIn on OSQ.
H 5 There is a significant and positive impact of RIn on OSQ.
Structural model results
AMOS 20.0 was used to test the main effect of the proposed research model shown in Figure 2 . The critical point in SEM is assessment of model fit. The conventional overall test of goodness-of-fit assesses the discrepancy between the hypothesised model and the data by means of a χ 2 test (Srinivas and Kumar, 2010) . However, χ 2 value is sensitive to sample size (Vigoda, 2002) . The standardised and final structural model result is presented in Figure 3 .
In large samples, the χ 2 test observes even trivial differences between the data and the hypothesised model, leading to rejection of the model (James et al., 1982; Bollen and Long, 1992; Browne and Cudeck, 1993; Hayduk, 1987 Hayduk, , 1996 Srinivas and Kumar, 2010) . Hence, a number of alternative fit indices -RMSEA, GFI, AGFI, CFI, and NFIwhich are relatively unaffected by sample size -have been proposed (Bollen and Long, 1992; Hu and Bentler, 1999, Srinivas and Kumar, 2010) , and have been used successfully in social research (e.g., Alkadry, 2003; Vigoda, 2002) . Contrast to the χ 2 test that provides a strict yes or no decision regarding acceptance of the model, most of these alternative indices focus on the degree of fit (Hu and Bentler, 1999) . Table 5 Fit indices for structural model analysis Arbuckle (2003) , Byrne (2001) and Kline (1998) Maximum likelihood estimation was used to assess the overall model with goodness-of-fit measures. The recommended level and observed values of measures are listed in Table 5 . As evident, the values of majority of the fit indices clearly exceed the minimum recommended values suggested for a good model fit. Table 6 shows the path coefficient of each construct along with their respective significance. Two out of five paths were found to be insignificant and negative. These include the paths of STA → OSQ, and Pin → OSQ. Hence, hypotheses H 2 and H 4 were rejected. Similarly, path coefficient (β value) of O_RS → OSQ, LOAD → OSQ and RIn → OSQ were found to be significant and positive at p < 0.01 and p < 0.05. Critical ratios, for hypotheses H 1 , H 3 and H 5 , were 7.481, 5.329 and 4.268 respectively, which was greater than prescribed limit of 1.96 (Hair et al., 2006) , indicating statistical evidences in support of above hypotheses. Table 6 Results of model and hypothesis testing Notes: : not rejected; X: rejected; *= p < 0.05; **= p < 0.01
Discriminant stress factors between FLBE of public and non-public
It is imperative for bank managers to know whether FLBE of public (state-owned) and non-public (private and foreign) banks discriminate among factors of role stress. The probe seems to be essential and logical at this juncture to help the management in formulating specific strategies to deal with the varying predictors of stress under different work settings. Thus, in line with the suggestion of Adil (2012) , the researchers in the present study employed two group discriminant analysis to identify the important discriminant factors. Initially, the mean difference among the two group vis-à-vis dimensions of role stress was computed. The t-test was used to find the significance mean differences. The discriminant power of the factor was examined with the help of Wilk's Lambda. The results are shown in Table 7 . The mean difference between FLBE of public and non-public were observed across all the dimensions of role stress and significant at p < 0.05 level. The higher discriminant power was identified in the case of role stagnation and role overload since their respective Wilk's Lambda was 0.1172 and 0.1284 respectively. The significant role stress factors were included for the establishment of two group discriminant functions. The established unstandardised discriminant function was: The relative contribution of the discriminant factors in total discriminant score was computed by the product of unstandardised canonical discriminant coefficient and the respective mean difference of the factors. The results are shown in Table 8 . The role stress dimension STA influences more on discriminant function as its canonical discriminant coefficient is 0.5725 while LOAD with the discriminant coefficient of 0.5071 emerged as second. The higher contribution of role stress dimension in the total discriminant score was, thus, found to be STA followed by LOAD since their contribution were 35.28 and 33.40% respectively. Thus, the important discriminant role stress dimensions between FLBE of pubic and non-public retail banks found to be STA and LOAD.
Conclusions
Using responses from 232 FLBE of 23 Indian banks and SEM technique, an attempt has been made to explore the relationship between the role stress and the service quality of FLBE. The central theme of this research finding has demonstrated that from the identified four stressors, two of them (LOAD and RIn) have a positive path coefficient (β) and significant impact on the service quality of FLBE. Hence, the findings of our study lend support to previous findings from studies conducted in western world where role stress has been shown to have a negative impact on job satisfaction and eventually performance in a variety of marketing contexts (Michaels et al., 1987; Parasuraman et al., 1988; Hartline and Ferrell, 1996; Karve and Nair, 2010; Malik, 2011; Shahid et al., 2011; Sharma and Devi, 2011; Baba, 2012) . The overall results of this study indicate that the identified dimensions are indeed good predictors of the various factors of role stress and employee's service quality. This is evident from adequate convergent and discriminant validity of the constructs. The results of the study also show that direct and total effect of O_RS on OSQ is significant with positive path coefficient while the effects of STA and PIn are negative (β) and insignificant. In the present study resource inadequacy (RIn) and role overload (LOAD) have emerged as potent stressors in FLBE showing positive relationship with OSQ. The factors leading to RIn may be 1 Increase in demand (today's customer being more techno friendly) for advanced technology in banks. In order to cope with these technological advancements, bank employees need advanced gadgets. But still in such a scenario the FLBE face shortage of adequate resources.
2 FLBE has to deal with a large number of customers on routine basis.
The feeling of lack of colleagues to share their burden seems inevitable in banking sector, resulting in RIn. The FLBE are overloaded with job responsibilities and pressure to achieve the targets, which are detrimental to their productivity putting at stake the success of the organisation. Excessive paper work and their responsibility of providing tertiary services to never ending queue of customers results in LOAD. Also, the important discriminant role stress dimensions between FLBE of pubic and non-public retail banks were found to be STA and LOAD as their contribution was 35.28 and 33.40% respectively. Therefore, the bottom line of the study may be that, although, the FLBE are often aware of the needs of customers and are desirous of satisfying those needs. But they are prevented from doing so because of inadequate resources and excessive work load which acts as a barrier and makes them inefficient in the delivery of quality service. Therefore, it becomes imperative for the management to lay greater emphasis in understanding the causes and influence of role stress among bank employees and chalk out a proper stress management programs.
Managerial implications
The results of the study provide information to managers, practitioners and policy makers about the impact of role stress on deteriorating quality of service provided by the FLBE of Indian retail banks. They need to re-structure and prioritise delivery of service in the increasing order of importance, i.e., assurance → empathy → reliability → responsiveness. Bank should encourage its FLBE to put in extra effort in making customers feel safe while carrying out transactions, instil trust and confidence in their capabilities, recognise customer's specific need and ready to extend personal assistance to customers as and when they require.
In the planning and development of an exhaustive stress management programs, management should pay attention towards understanding the causes and influences of role stress on employee's performance. As role overload and resource inadequacy emerged out to be the crucial determinants of role stress on FLBE, bank management may induce slimming of workload and process for role adjustments through inter-departmental and cross-functional work arrangements and take necessary steps in re-designing the role that are taxing to employee's capacities and abilities. Moreover, adequate resources viz. technical and human should be extended to make employee perform his work effectively. Management should also be cautious from the perils of excessive hours of work which seriously affect employee physical fitness. Hence, to alleviate the negative consequences of stress, bank employees may be lead to better adjustment within the organisation.
Limitations and further research
Although the results can be considered statistically significant in most parts, the study has several limitations that affect the generalisability of the findings. First, the sample (FLBE in a developing economy like India) selected was less in number and which necessitates that findings be viewed with caution; the researchers believe that it represents a necessary and economical first step in identifying relevant stressors having a toll on employee's service quality. This can later be tested in larger, more representative and varied samples in India and can be extended to developed world. The second limitation concerns the sampling technique. Purposive sampling procedure was employed to collect data from FLBE. Later, researchers should try to follow random or stratified random sampling technique. The other limitation of this work concerns the limited geographic extent of the study which might limits the generalisability of results, similar studies in other regions of the country would add both breadth and depth to our understanding of other stressors that have a bearing on FLBE's performance. As the data was generated only from the FLBE, the validity of the research findings cannot be generalised to other job incumbents in banks. Thus, future researchers may also include managers and non-managers into their study so that the findings are leastways generalisable to banks and financial service providers.
Further, alternative and complementary research approaches like observational studies; interactive interviewing and focus group interviews can also be adopted to supplement findings from purely quantitative study as the present one. Furthermore the model 'role stress' envisaged by Pareek had focused on ten stressors, however, the present study found four role stress dimensions as critical stressors, meaning thereby that another interesting avenue for further research could be validation of the extended model by investigating the influences of all the ten role stress dimensions on different factors of service quality in other sectors of the service industry like aviation, insurance, education etc. Only then a comprehensive picture on the relationship between role stress and service quality across multiple service settings and different cultures would emerge.
